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Determining Factors of Brand Loyalty:

Effects of the Internet, Narrative, and Security

KANAMORI Tsuyoshi

Studies of the determining factors of brand loyalty in recent years have focused on
empathy to brands, brand experiential value, and DART. Interactive communication on the
Internet is considered effective for enhancing DART, and brand narrative is considered
important for increasing empathy to brands. Furthermore, since a brand is a sign of trust,
even aside from empathy a sense of security in a brand is a determining factor.

Based on this understanding, we looked at brands in the two industries of food service
and correspondence-course services that provide corrections and comments on students’
written exercises, as characteristic industries involving interactive communication and
empathy to brands. Developing hypothetical models to explain brand loyalty comprehensively,
we conducted a Web-based survey of men and women across Japan aged in their 20s through
their 60s, obtaining a sample of 2000 valid responses and using these in an empirical analysis.
The results of comparative study of multiple hypothetical models showed that the
hypothetical model using all the variables of Internet brand experience, fullness of narrative
information on the brand, and brand security had the best fit, supporting our hypothesis.

Key Words : brand loyalty, Internet, narrative, security
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